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DETAILED ACTION 
Remarks 

1 . This communication is responsive to the amendment filed June 3 rd , 201 0. Claims 
1-33 are pending. In the amendment filed June 3 rd , 2010, Claims 1, 8, 12, 19, 23, and 
30 are amended and Claims 1, 8, 12, 19, 23, and 30 are independent Claims. 

Continued Examination Under 37 CFR 1.114 

2. A request for continued examination under 37 CFR 1.114, including the fee set 
forth in 37 CFR 1.17(e), was filed in this application after final rejection. Since this 
application is eligible for continued examination under 37 CFR 1.114, and the fee set 
forth in 37 CFR 1 .17(e) has been timely paid, the finality of the previous Office action 
has been withdrawn pursuant to 37 CFR 1.114. Applicant's submission filed on 6/3/10 
has been entered. 

Claim Interpretation 

3. Claims 1-1 1 are methods including a database. In light of the specification it is 
improper to consider these claims as not being inherently tied to another statutory class 
of invention (e.g. computer). As such, Claims 1-1 1 are currently statutory under 35 
U.S.C. 101. 

4. Claims 12-22 recite "a computer-implemented system" with limitations that 
explicitly use the computer system (e.g. "a skill-impacting system, the skill-impacting 
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system storing, using a computer system, skill data..."). This system is interpreted as 
having software and hardware elements (e.g. computer) and cannot be reasonably 
interpreted as being merely software per se. As such, the claims are currently 
considered statutory under 35 U.S.C 101 . 

5. Claims 23-33 recite "a computer program stored on a computer readable 
medium." The specification does not include examples on what a computer readable 
medium includes. The computer readable medium is interpreted to be a statutory form 
of computer readable medium (RAM, hard drive, CD-ROM, etc.) since a non-statutory 
form of computer readable medium (e.g. signals) cannot be reasonably interpreted as 
storing a computer program. As such, the claims are currently considered statutory 
under 35 U.S.C 101. 



Response to Arguments 

6. Applicant's arguments filed June 3 rd , 201 0 with respect to Claims 1 -33 have been 
fully considered but they are not persuasive. See below for a detailed response. 

7. Applicant's argue that allegedly a prima facie case of obviousness has not been 
established because the office action "has neither properly determined the scope of the 
content of the prior art nor properly ascertained the differences between the claimed 
invention as amended." Since the amended claims are rejected below showing the 
scope of the content of the prior art where the differences between the claimed 
invention and prior arts have been ascertained, this argument is moot. See below. 
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8. With respect to the applicant's argument with respect to exemplary Claim 1 
(including Claims 8, 12, 19, 23, and 30) that the prior art(s) allegedly do not teach 
"selectively synchronizing, using a computer system, routing logic of a routing 
system... wherein the synchronizing is conditional, rule-based and independent 
of the updating," the examiner respectfully disagrees. From McFarlane (e.g. front 
cover figure), it should be clear that McFarlane is on at least a computer, thus, the 
synchronizing uses a computer system. The claim selectively synchronizes routing 
logic of a routing system. Routing logic is defined on p. 5 of the specification as being 
rules and/or source data. Source data is defined in Claim 2 as being agent availability 
and the skill-based information. As such, synchronization requires updating agent 
availability and skill based information. In the citings below (e.g. Shaffer, Fig. 4) Shaffer 
is seen as teaching this. Shaffer has a step for updating skill data in a resume/profile 
(step 220), and then redefine queues and agent groups based on this updating (Shaffer, 
Fig. 4 with Shaffer, col. 6, lines 4-15). Redefining queues updates agent availability and 
redefining agent groups updates agent skill-based information (groups based on skill 
and availability (agent groups defined in Shaffer, col. 5, lines 36-40)). As seen from the 
two separate steps in Shaffer, the updating of the agent skills in the skills database is 
separate/independent from the synchronization (updating) of routing logic. This is 
selective synchronization since the synchronization occurs on a per agent basis (e.g. 
when an agent skill changes (e.g. from completing training, etc.)) (the selected agent is 
updated). When an agent skill changes is seen as being a condition for the 
synchronization. The synchronizing is rule-based in that once training data (skills) is 



Application/Control Number: 1 0/61 9,91 7 Page 5 

Art Unit: 2161 

updated for the agent (a rule) the system synchronizes the routing system (like a 
workflow process in Fig. 4) to redefine queues and agent groups to include the agent 
who just finished appropriate training for the agent group. As such, "selectively 
synchronizing, using a computer system, routing logic of a routing system... wherein the 
synchronizing is rule-based and independent of the updating" appears to be taught by 
the prior art(s) as seen below. 

9. The other claims argued merely because of a dependency on a previously 
argued claim(s) or because they are substantially the same as a previously argued 
claim(s) in the arguments presented to the examiner, filed June 3 rd , 2010, are moot in 
view of the examiner's interpretation of the claims and art and are still considered 
rejected based on their respective rejections from a prior Office action (part(s) of recited 
again below). 

Response to Amendment 
Specification 

10. The amendment filed June 3 rd , 2010 is objected to under 35 U.S.C. 132(a) 
because it introduces new matter into the disclosure. 35 U.S.C. 132(a) states that no 
amendment shall introduce new matter into the disclosure of the invention. The added 
material which is not supported by the original disclosure is as follows: a workflow is a 
set of actions triggered by the fulfillment of a set of conditions described in a policy. The 
specification previously described a workflow as merely being a "state table." Clearly a 
state table is different from "a set of actions triggered by the fulfillment of a set of 
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conditions described in a policy." The examiner found no other mentions in the 
specification dealing with a definition of "workflow." 

Applicant is required to cancel the new matter in the reply to this Office Action. 

Claim Rejections - 35 USC §112 

11. In light of the applicant's respective arguments or respective amendments, the 
previous 35 USC § 1 12 rejections to the claims have been withdrawn. Applicant's 
showed support for the synchronization being rule-based in paragraph [0010] where the 
synchronization may occur at a predetermined interval. 

Claim Rejections - 35 USC § 103 

12. The following is a quotation of 35 U.S.C. 1 03(a) which forms the basis for all 
obviousness rejections set forth in this Office action: 

(a) A patent may not be obtained though the invention is not identically disclosed or described as set 
forth in section 102 of this title, if the differences between the subject matter sought to be patented and 
the prior art are such that the subject matter as a whole would have been obvious at the time the 
invention was made to a person having ordinary skill in the art to which said subject matter pertains. 
Patentability shall not be negatived by the manner in which the invention was made. 

1 3. This application currently names joint inventors. In considering patentability of 
the claims under 35 U.S.C. 103(a), the examiner presumes that the subject matter of 
the various claims was commonly owned at the time any inventions covered therein 
were made absent any evidence to the contrary. Applicant is advised of the obligation 
under 37 CFR 1 .56 to point out the inventor and invention dates of each claim that was 
not commonly owned at the time a later invention was made in order for the examiner to 
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consider the applicability of 35 U.S.C. 103(c) and potential 35 U.S.C. 102(e), (f) or (g) 
prior art under 35 U.S.C. 103(a). 



14. Claims 1-5, 7-16, 18-27, and 29-33 are rejected under 35 U.S.C. 103(a) as being 
unpatentable over U.S. Patent No. 6,453,038 (McFarlane et al.) in view of U.S. Patent 
No. 6,128,380 (Shaffer et al.), further in view of U.S. Patent No. 5,633,924 (Kaish et al.). 

For Claim 1, McFarlane teaches: "A computer-implemented method of 
maintaining skills for agents of a contact center, [McFarlane, col. 4, lines 1 1 -28, call 
center agents with acquired skills] the method comprising: 

• providing profiles in a central skill database for a plurality of agents [McFarlane, 
col. 4, lines 7-28 with McFarlane, Fig. 6, Fig. 6 is a table of the agent skills 
maintained in a database. The database is pictured in Fig. 1 . The skills 
associated with an agent is the claimed profile] 

• providing a skill-impacting system, the skill impacting system storing, using a 
computer system, data for each of the plurality of agents in the central skill 
database, wherein storing skill data comprises modifying at least one of the 
profiles, [McFarlane, col. 11, lines 24-39 with McFarlane, col. 12, lines 17-20 with 
McFarlane, col. 4, lines 13-23 with McFarlane, Fig. 6, Fig. 6 shows the storage of 
data for each agent in the database with skills getting updated in the other 
citings] wherein the skill impacting system includes a customer satisfaction 
scoring system, an a performance metrics scoring system, and wherein the skill 
data includes satisfaction assessments, ... and performance metrics; 
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[McFarlane, col. 1, lines 39-42, performance metrics scoring system having 
performance metrics (e.g. speed of processing request), metrics being a 
standard unit of measure (which is a score) (basic definition of metric from 
google/wikipedia) with McFarlane, col. 11, lines 37-54, shows a similar 
performance metric as above (contact handled within a predetermined time) with 
"measurable per transaction goals... customer satisfaction." Measuring a 
customer satisfaction is a customer satisfaction scoring system including 
satisfaction assessments (assess if the customer was satisfied). "If these goals 
are consistently met, the agent's skill level is automatically incremented by a 
predefined amount" shows that the skill impacting system these skill data] 

• receiving from the skill-impacting system skill data for a first agent; [McFarlane, 
col. 11, lines 23-55 with McFarlane, col. 12, lines 8-17, ranges of skill from 0-4. 
Thus, when skill is incremented, it cannot exceed 4. Additionally, skill changes 
are reported/recorded in an external source. This requires at least a first agent's 
skill data be received from the skill-impacting system maintaining the skills (in the 
skills DB)] 

• updating, using a computer system, a first profile in the central skill database for 
the first agent based on the skill data received [McFarlane, col. 11, lines 23-55 
with McFarlane, col. 12, lines 17-20, ranges of skill from 0-4. Thus, when skill is 
updated incrementally, it cannot exceed 4. So, when skill changes/updates are 
recorded, the updating is based on what the previous value was (3^4 is a 
change but a 4->4 isn't a change and would not be reported)] 
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• . . .such that the routing logic determines which of the plurality of agents are to 
handle a contact based on at least skill data" [McFarlane, col. 4, lines 40-59, 
"mapped to a selected agent... as a function of agent skill level, agent availability, 
customer value, and various other factors"]. 

McFarlane discloses the above limitations but does not expressly teach: 

• "...a learning management educational system... completion or results from a 
training course 

• ...selectively synchronizing, using a computer system, routing logic of a routing 
system, wherein the routing system comprises a routing database, with skill- 
based information from the first profile in the central skill database wherein 
the synchronizing is conditional, rule-based and independent of the updating, and 
the central skill database is separate from the routing database." 

With respect to Claim 1 , an analogous art, Shaffer, teaches: 

• "...a learning management educational system... completion or results from a 
training course [Shaffer, Fig. 4 with Shaffer, cols. 5-6, lines 41-15, determine 
needed skills, find idle agents, push training to agents, training complete?] 

• ...selectively synchronizing, using a computer system, routing logic of a routing 
system... with skill-based information from the first profile in the central skill 
database wherein the synchronizing is conditional, rule-based and 
independent of the updating" [Shaffer, Fig. 4 (specifically, step 220 and 222) with 
Shaffer, cols. 5-6. lines 41-15, automatically update resume (profile of skill) used 
in routing system with McFarlane, col. 4, lines 19-23, McFarlane also includes 
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automatic updating of skills. The synchronizing is conditional and rule-based in 
that once/if (condition) training data (skills) is updated (a rule) the system 
synchronizes the routing system to redefine queues and agent groups to include 
the agent who just finished appropriate training for the group (agent groups are 
defined on Shaffer, col. 5, lines 36-40). Applicant's specification, p. 5, says that 
the routing logic can be "rules and/or source data." Steps 220 and 222 of 
Shaffer, indicate a step of updating the skill profile (resume) and then redefining 
queues and agent groups, thus the updating of the profile is 
separate/independent from synchronizing the routing logic/source data (queues) 
to the (skill/agent) data]. 

With respect to Claim 1 , an analogous art, Kaish, teaches: 

• "...wherein the routing system comprises a routing database [Kaish, col. 9, lines 
35-39, the database queue (routing database) on a separate computer network 
node than the routing decision making node] 

• ...and the central skill database is separate from the routing database" [Kaish, 
col. 9, lines 35-39, the database queue (routing database) on a separate 
computer network node than the routing decision making node]. 

It would have been obvious to one of ordinary skill in the art at the time of 
invention to combine Shaffer and Kaish with McFarlane because the inventions are 
directed towards utilizing databases on computers for call processing. 

Shaffer's and Kaish's inventions would have been expected to successfully work 
well with McFarlane's invention because the inventions use databases of agents for call 
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processing. McFarlane discloses a system for integrating agent database access skills 
in call center agent assignment applications comprising an agent database and routing 
calls to the proper agents, however McFarlane does not expressly disclose a learning 
management educational system... completion or results from a training course or 
selectively synchronizing routing logic of a routing system, wherein the routing system 
comprises a routing database, with skill-based information from the first profile in the 
central skill database wherein the synchronizing is independent of the updating, and 
the central skill database is separate from the routing database. Shaffer discloses an 
automatic call distribution and training system (title) comprising a learning management 
educational system... completion or results from a training course and selectively 
synchronizing routing logic of a routing system. ..with skill-based information from the 
first profile in the central skill database wherein the synchronizing is conditional, rule- 
based and independent of the updating. Kaish discloses a telecommunication network 
with integrated network-wide automatic call distribution (title) comprising a routing 
system with a routing database and the central skill database being separate from the 
routing database. 

It would have been obvious to one of ordinary skill in the art at the time of 
invention to take the training and synchronization methods from Shaffer and the 
databases Kaish from and install them into the invention of McFarlane, thereby offering 
the obvious advantage of automatically providing training to agents based on call queue 
activity such that agent use and skill can be matched with the statistical demands and 
needs of the business (Shaffer, col. 3, lines 20-36 (and Shaffer, col. 6, lines 4-22)). 
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Adding Kaish makes the queue in McFarlane (queue in at least McFarlane, col. 8, lines 
24-26) implemented on a different computer database thereby offering the obvious 
advantage of having a queue that has the widely known characteristic of increased 
access speed by using a database, and achieving an alternative embodiment by design 
of Kaish (Kaish, col. 9, lines 31-45). It should be also noted that Shaffer also contains 
at least a similar queue (Shaffer, Fig. 1 "ACD Queue"). It also should be noted that 
McFarlane at least appears to make room for an embodiment using many databases in 
McFarlane, col. 4, lines 45-53. 

Claim 2 can be mapped to McFarlane (as modified by Shaffer and Kaish) as 
follows: "The method from claim 1 , further comprising: 

• receiving a contact from a customer; [McFarlane, col. 4, lines 28-33, incoming 
contact (e.g. call), identifies customers] 

• processing routing logic in the routing system to select a second agent from the 
plurality of agents; [McFarlane, col. 4, lines 39-60, an agent will be selected 
based on availability. Thus if one agent isn't available another will be selected] 
and 

• routing the contact to the second agent; [McFarlane, col. 4, lines 39-60, "calling 
party is connected with a selected agent"] 

• wherein the routing logic includes routing rules and routing source data for 
performing the step of routing, [McFarlane, col. 5, lines 49-54, rules based call 
management with McFarlane, cols. 7-8, lines 20-1 1 , rules engine and rules data 
section. Source data handled in next limitation] the routing source data including 
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agent availability and the skill-based information in the routing system" [Shaffer, 
Fig. 4 with McFarlane, col. 4, lines 39-60, redefining queues and agent groups 
(step 222) redefines agent availability and the skill-based information (groups 
defined on skills)]. 

Claim 3 can be mapped to McFarlane (as modified by Shaffer and Kaish) as 
follows: "The method from claim 1 , wherein synchronizing the routing system is 
accomplished for a plurality of profiles in the central skill database" [Shaffer, col. 6, lines 
10-18, training agents results in synchronizing a plurality of profiles]. 

Claim 4 can be mapped to McFarlane (as modified by Shaffer and Kaish) as 
follows: "The method from claim 1 , wherein updating the first profile is triggered when 
skill data is received from the skill-impacting system" [McFarlane, col. 11, lines 26-65 
with McFarlane, col. 12, lines 17-20, automatically reevaluate and reassign skill levels, 
update augment (increment) skill level based on change to skill levels (0-4)]. 

Claim 5 can be mapped to McFarlane (as modified by Shaffer and Kaish) as 
follows: "The method from claim 1 , wherein synchronizing the routing system is 
automatically run when triggered by an event" [McFarlane, col. 4, lines 28-60, the event 
being selecting an agent, select agent from pool of agents. Additionally, agent 
availability and the skill-based information (groups defined on skills in Shaffer (Fig. 4)) is 
at least based on current agent availability upon call routing (selection of agent)]. 

Claim 7 can be mapped to McFarlane (as modified by Shaffer and Kaish) as 
follows: "The method from claim 1, wherein the skill data is received from a plurality of 
skill-impacting systems" [McFarlane, col. 11, lines 23-55 with McFarlane, col. 12, lines 
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17-20, one system being the supervisor/admin and the other being the "procsee" (which 
appears to be a typo and is supposed to be a process) engine]. 
For Claim 8, McFarlane teaches: 

• ...maintaining a plurality of profiles in a central skill database corresponding to a 
plurality of agents, [McFarlane, col. 4, lines 7-28 with McFarlane, Fig. 6, Fig. 6 is 
a table of the agent skills maintained in a database. The database is pictured in 
Fig. 1 . The skills associated with an agent is the claimed profile] wherein the 
plurality of profiles comprise skill-based ratings for a plurality of skills; 
[McFarlane, col. 11, lines 22-26 with McFarlane, Fig. 6, various skill ratings per 
profile in Fig. 6] 

• storing, using a computer system, skill data for each of the plurality of agents in 
the central skill database of at least one skill-impacting system, wherein the step 
of storing skill data comprises modifying at least one of the plurality of profiles, 
[McFarlane, col. 11, lines 24-39 with McFarlane, col. 1 2, lines 1 7-20 with 
McFarlane, col. 4, lines 13-23 with McFarlane, Fig. 6, Fig. 6 shows the storage of 
data for each agent in the database with skills getting updated in the other 
citings] wherein the skill impacting system includes... a customer satisfaction 
scoring system, and a performance metrics scoring system, and wherein the skill 
data includes satisfaction assessments... and performance metrics; [McFarlane, 
col. 1, lines 39-42, performance metrics scoring system having performance 
metrics (e.g. speed of processing request), metrics being a standard unit of 
measure (which is a score) (basic definition of metric from google/wikipedia) with 
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McFarlane, col. 11, lines 37-54, shows a similar performance metric as above 
(contact handled within a predetermined time) with "measurable per transaction 
goals... customer satisfaction." Measuring a customer satisfaction is a customer 
satisfaction scoring system including satisfaction assessments (assess if the 
customer was satisfied). "If these goals are consistently met, the agent's skill 
level is automatically incremented by a predefined amount" shows that the skill 
impacting system these skill data] 

• using the skill data from the at least one skill-impacting system to update, using a 
computer system, the plurality of profiles in the central skill database; 
[McFarlane, col. 11, lines 23-55 with McFarlane, col. 12, lines 17-20, ranges of 
skill from 0-4. Thus, when skill is updated incrementally, it cannot exceed 4. So, 
when skill changes/updates are recorded, the updating is based on what the 
previous value was (3^4 is a change by a 4^4 isn't a change and would not be 
reported (using the skill data from the at least one skill-impacting system))] 

• ... wherein the source data is based on agent skills and configures routing logic 
to make routing decisions" [McFarlane, col. 4, lines 40-59, "mapped to a selected 
agent. . .as a function of agent skill level, agent availability, customer value, and 
various other factors"]. 

McFarlane discloses the above limitations but does not expressly teach: "A 
computer-implemented method for synchronizing skill data in a contact center, 
comprising: 
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• ...a learning management educational system... completion or results from a 
training course 

• ...maintaining, using a computer system, source data in a routing system for the 
contact center, wherein the routing system comprises a routing database, and 

• ...selectively updating, using a computer system, the source data based on 
agent skills with skill-based ratings in the central skill database for reconfiguring 
the routing logic, wherein the updating the source data is conditional, rule-based 
and independent of updating the plurality of profiles, and wherein the central skill 
database is separate from the routing database." 

With respect to Claim 8, an analogous art, Shaffer, teaches: "A method for 
synchronizing skill data in a contact center [Shaffer, Fig. 4, updating skills and 
queues/groups] comprising: 

• ...a learning management educational system... completion or results from a 
training course [Shaffer, Fig. 4 with Shaffer, cols. 5-6, lines 41-15, determine 
needed skills, find idle agents, push training to agents, training complete?] 

• ...maintaining, using a computer system, source data in a routing system for the 
contact center, [Shaffer, Fig. 4 with McFarlane, col. 4, lines 39-60, redefining 
queues and agent groups (step 222) redefines agent availability and the skill- 
based information (groups defined on skills). Agent availability and skill-based 
information are considered as being source data (as it was in Claim 2 above] 

• ...selectively updating, using a computer system, the source data based on 
agent skills with skill-based ratings in the central skill database for reconfiguring 
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the routing logic, wherein the updating the source data is conditional, rule-based 
and independent of updating the plurality of profiles" [Shaffer, Fig. 4 (specifically, 
step 220 and 222) with Shaffer, cols. 5-6, lines 41-15, automatically update 
resume (profile of skill) used in routing system with McFarlane, col. 4, lines 19- 
23, McFarlane also includes automatic updating of skills. The synchronizing is 
conditional and rule-based in that once/if (condition) training data (skills) is 
updated (a rule) the system synchronizes the routing system to redefine queues 
and agent groups to include the agent who just finished appropriate training for 
the group (agent groups are defined on Shaffer, col. 5, lines 36-40). Applicant's 
specification, p. 5, says that the routing logic can be "rules and/or source data." 
Steps 220 and 222 of Shaffer, indicate a step of updating the skill profile 
(resume) and then redefining queues and agent groups, thus the updating of the 
profile is separate/independent from synchronizing the routing logic/source data 
(queues) to the (skill/agent) data]. 

With respect to Claim 8, an analogous art, Kaish, teaches: 

• "...wherein the routing system comprises a routing database, [Kaish, col. 9, lines 
35-39, the database queue (routing database) on a separate computer network 
node than the routing decision making node] and 

• and wherein the central skill database is separate from the routing database" 
[Kaish, col. 9, lines 35-39, the database queue (routing database) on a separate 
computer network node than the routing decision making node]. 
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It would have been obvious to one of ordinary skill in the art at the time of 
invention to combine Shaffer and Kaish with McFarlane because the inventions are 
directed towards utilizing databases on computers for call processing. 

Shaffer's and Kaish's inventions would have been expected to successfully work 
well with McFarlane's invention because the inventions use databases of agents for call 
processing. McFarlane discloses a system for integrating agent database access skills 
in call center agent assignment applications comprising an agent database and routing 
calls to the proper agents, however McFarlane does not expressly disclose 
synchronizing skill data in a contact center, a learning management educational 
system... completion or results from a training course, maintaining source data in a 
routing system for the contact center, selectively updating the source data based on 
agent skills with skill-based ratings in the central skill database for reconfiguring the 
routing logic, wherein the updating the source data is independent of updating the 
plurality of profiles nor a routing system comprising a routing database where the 
central skill database is separate from the routing database. Shaffer discloses an 
automatic call distribution and training system comprising synchronizing skill data in a 
contact center, a learning management educational system... completion or results from 
a training course, maintaining source data in a routing system for the contact center, 
and selectively updating the source data based on agent skills with skill-based ratings in 
the central skill database for reconfiguring the routing logic, wherein the updating the 
source data is conditional, rule-based and independent of updating the plurality of 
profiles. Kaish discloses a telecommunication network with integrated network-wide 
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automatic call distribution (title) comprising a routing system with a routing database 
and the central skill database being separate from the routing database. 

It would have been obvious to one of ordinary skill in the art at the time of 
invention to take the synchronization methods, training methods, and source data from 
Shaffer and install them into the invention of McFarlane, thereby offering the obvious 
advantage of automatically providing training to agents based on call queue activity 
such that agent use and skill can be matched with the statistical demands and needs of 
the business (Shaffer, col. 3, lines 20-36 (and Shaffer, col. 6, lines 4-22)). Adding Kaish 
makes the queue in McFarlane (queue in at least McFarlane, col. 8, lines 24-26) 
implemented on a different computer database thereby offering the obvious advantage 
of having a queue that has the widely known characteristic of increased access speed 
by using a database, and achieving an alternative embodiment by design of Kaish 
(Kaish, col. 9, lines 31-45). It should be also noted that Shaffer also contains at least a 
similar queue (Shaffer, Fig. 1 "ACD Queue"). It also should be noted that McFarlane at 
least appears to make room for an embodiment using many databases in McFarlane, 
col. 4, lines 45-53. 

Claim 9 can be mapped to McFarlane (as modified by Shaffer and Kaish) as 
follows: "The method from claim 8, further comprising: 

• identifying at least one contact characteristic for a customer; [McFarlane, col. 4, 
lines 28-45, service needed by the calling party] and 
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• selecting an agent from the plurality of agents for the customer; [McFarlane, col. 
4, lines 39-60, "mapped to a selected agent... as a function of agent skill level, 
agent availability, customer value, and various other factors"] 

• wherein selecting comprises processing the routing logic to consider the skill- 
based ratings of the plurality of agents in view of the at least one contact 
characteristic" [McFarlane, col. 4, lines 39-60 mapped to a selected agent... as a 
function of agent skill level, agent availability, customer value, and various other 
factors, performing requested function (service required)]. 

Claim 10 can be mapped to McFarlane (as modified by Shaffer and Kaish) as 
follows: "The method from claim 9, wherein selecting further comprises choosing an 
agent who is a best-fit" [McFarlane, col. 4, lines 51-60 with McFarlane, col. 5, lines 61- 
65 with McFarlane, col. 8, lines 7-11, "mapped to a selected agent... as a function of 
agent skill level, agent availability, customer value, and various other factors" with 
"adapt the operation of the call center 100 to most effectively match the preferences of a 
calling customer" appears to be a best-fit]. 

Claim 11 can be mapped to McFarlane (as modified by Shaffer and Kaish) as 
follows: "The method from claim 8 wherein maintaining the plurality of profiles is 
triggered by the occurrence of a skill-changing event indicated by the at least one skill- 
impacting system" [McFarlane, col. 1 1 , lines 26-65 with McFarlane, col. 12, lines 17-20, 
automatically reevaluate and reassign skill levels, update augment (increment) skill level 
based on change to skill levels (0-4)]. 
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Claims 12-16 and 18 encompass substantially the same scope of the invention 
as that of Claims 1-5, and 7, respectfully, in addition to a system and some modules for 
performing the method steps of Claims 1-5, and 7, respectfully. Therefore, Claims 12-16 
and 18 are rejected for the same reasons as stated above with respect to Claims 1-5, 
and 7, respectfully. 

Claims 19-22 encompass substantially the same scope of the invention as that 
of Claims 8-1 1 , respectfully, in addition to a system and some modules for performing 
the method steps of Claims 8-1 1 , respectfully. Therefore, Claims 19-22 are rejected for 
the same reasons as stated above with respect to Claims 8-1 1 , respectfully. 

Claims 23-27 and 29 encompass substantially the same scope of the invention 
as that of Claims 1-5, and 7, respectfully, in addition to a computer program on a 
computer readable medium and some code for performing the method steps of Claims 
1-5, and 7, respectfully. Therefore, Claims 23-27 and 29 are rejected for the same 
reasons as stated above with respect to Claims 1-5, and 7, respectfully. 

Claims 30-33 encompass substantially the same scope of the invention as that 
of Claims 8-1 1 , respectfully, in addition to a computer program on a computer readable 
medium and some code for performing the method steps of Claims 8-1 1 , respectfully. 
Therefore, Claims 30-33 are rejected for the same reasons as stated above with respect 
to Claims 8-11, respectfully. 

1 5. Claims 6, 1 7, and 28 are rejected under 35 U.S.C. 1 03(a) as being unpatentable 
over U.S. Patent No. 6,453,038 (McFarlane et al.) in view of U.S. Patent No. 6,1 28,380 



Application/Control Number: 1 0/61 9,91 7 Page 22 

Art Unit: 2161 

(Shaffer et al.) in view of U.S. Patent No. 5,633,924 (Kaish et al.), further in view of U.S. 
Patent No. 6,901,380 (Bremers). 

For Claim 6, McFarlane (as modified by Shaffer and Kaish) teaches: "The method 
from claim 1 ." 

McFarlane (as modified by Shaffer and Kaish) discloses the above limitation but 
does not explicitly teach: 

• "...wherein synchronizing the routing system is automatically run at a 
predetermined time interval. 

With respect to Claim 6, an analogous art, Bremers, teaches: 

• "...wherein synchronizing the routing system is automatically run at a 
predetermined time interval" [Bremers, cols. 15-16, lines 63-8, "responsive to a 
synchronization event (e.g. triggered by a synchronization schedule...)"]. 

It would have been obvious to one of ordinary skill in the art at the time of 
invention to combine Bremers with McFarlane (as modified by Shaffer and Kaish) 
because both inventions are directed towards utilizing databases on computers. 

Bremers's invention would have been expected to successfully work well with 
McFarlane (as modified by Shaffer and Kaish)'s invention because both inventions use 
databases. McFarlane (as modified by Shaffer and Kaish) discloses a system for 
integrating agent database access skills in call center agent assignment applications 
comprising an agent database and routing calls to the proper agents, however 
McFarlane (as modified by Shaffer and Kaish) does not expressly disclose wherein 
synchronizing the routing system is automatically run at a predetermined time interval. 
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Bremers discloses a merchandising system method and program product utilizing an 
intermittent network connection comprising synchronizing databases automatically at a 
predetermined time interval. 

It would have been obvious to one of ordinary skill in the art at the time of 
invention to take the synchronization methods from Bremers and install them into the 
invention of McFarlane (as modified by Shaffer and Kaish), thereby offering the obvious 
advantage of reducing the bandwidth on the database of agent skills so as to reduce 
cost (Bremers, col. 9, lines 35-42). 

Claim 17 encompasses substantially the same scope of the invention as that of 
Claim 6 in addition to a system and some modules for performing the method steps of 
Claim 6. Therefore, Claim 17 is rejected for the same reasons as stated above with 
respect to Claim 6. 

Claim 28 encompasses substantially the same scope of the invention as that of 
Claim 6 in addition to a computer program on a computer readable medium and some 
code for performing the method steps of Claim 6. Therefore, Claim 28 is rejected for 
the same reasons as stated above with respect to Claim 6. 
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Conclusion 

16. Any prior art made of record and not relied upon is considered pertinent to 
applicant's disclosure. Applicant is advised that, although not used in the rejections 
above, prior art cited on any PTO-892 form and not relied upon is considered materially 
relevant to the applicant's claimed invention and/or portions of the claimed invention. 

Any inquiry concerning this communication or earlier communications from the 
examiner should be directed to Brent S. Stace whose telephone number is 571-272- 
8372 and fax number is 571-273-8372. The examiner can normally be reached on M-F 
9am-5:30pm EST. 

If attempts to reach the examiner by telephone are unsuccessful, the examiner's 
supervisor, Apu M. Mofiz can be reached on 571-272-4080. The fax phone number for 
the organization where this application or proceeding is assigned is 571-273-8300. 

Information regarding the status of an application may be obtained from the 
Patent Application Information Retrieval (PAIR) system. Status information for 
published applications may be obtained from either Private PAIR or Public PAIR. 
Status information for unpublished applications is available through Private PAIR only. 
For more information about the PAIR system, see http://pair-direct.uspto.gov. Should 
you have questions on access to the Private PAIR system, contact the Electronic 
Business Center (EBC) at 866-217-9197 (toll-free). 

/BRENT STACE/ 

Primary Examiner, Art Unit 2161 



